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The aims of the study are 1) to study the satisfaction leve! of staff towards the
service provided by the welfare division, Expressway and Rapid Transit Authority of
Thailand 2) to study the causal factors affecting the staff's satisfaction towards the
service providing of the welfare division, and 3) to study the comments and suggestions
of the staff for further improvement of various services provided by the welfare division.
308 staff answering the questionnaires are used in the study via the accidental
sarnpling.  Statistics including frequency, percentage, arithmetic mean, standard
deviation, t-test and F-test are used in the study for data analysis. The finding can be
summarized as follow :

Most samplings studied are males, aged between 31-39, eaming a Bachelor
degree, functioning as the pay toll collectors at the pay toll collecting buildings, having
between 10,000 — 14,999 baht as an income, working between 7 — 12 years, contacting
with the welfare division 2 - 4 times a year, and contacting with the welfare division via
telephone, fax, and by themselves.

Regarding the satisfaction level of the staff towards the service providing of the
welfare division, it is found that most sampling staff are satisfied with the services on
average level (81.2%) and low level (8.8%) respectively. When considering each
service including service provider, service providing place, and service providing

process, it is found that the satisfaction is on average (67.9, 78.2 and 76.9 respectively).
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Surrounding factors such as an understanding of welfare benefits are on
average (68.2%)

Factors affecting the staff's satisfaction towards the welfare division's service are
an education level and an understanding of welfare benefits.

Factors not affecting the staff's satisfaction towards the welfare division's service
are sex, age, position, monthly income, full-time office, work period, frequency of service

use, and ways of contacting with the welfare division.

Recomimendation for further study

1. For service providing officers, they should be developed to be potential to
work interchangeably and they should have suitable personality in providing services.

2. For the service providing place, it should be suitably iocated for proving
services and should be more accessible. The mobile sub-welfare service providing
centers should be set up outside the headquarter.

3. For the service providing process, more rapid and up-to-date chanrnels of
disseminating information should be developed. The staff should be monthly informed
about the performance of the welfare division. The welfare manual should be made.
The efficiency of various forms of current welfare service should be improved. And

more other necessary welfares should be set up.



